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A Study on Service Quality Evaluation and

Improvement Strategy for Shanghai Port

Wu, Longjiang

Department of Shipping Management

Graduate School of
Korea Maritime University

Advised by Professor Cho, Seong—-Cheol Ph.D

Abstract

The thesis contains a study on the service quality evaluation and
improvement strategy for Shanghai port.

Shanghai port started its service in AD 748(Tang Dynasty) and has a longer
history than 1200 years. Since the Chinese economic reform of 1978, the Chinese
economy has been growing rapidly. The Shanghai port has been developed
remarkably since 1990. Especially, the 21st century provides even a greater
opportunity of development of Shanghai port as it faces a lot of challenges
which demand better port service quality.

Today as the biggest port of China, Chinese government plans to make
Shanghai the International Finance and Shipping Centre fo Asia by 2020. But
Shanghai port has a lot of problems to solve before it becomes the
International Shipping Centre.

While rapidly improving the port service and making great efforts to



compete with the other major ports of Northeast Asia, Shanghai port has to
overcome some bottle—neck problems.

The main bottle—neck problems include the deficient international
container transshipment, the conflict between the limited port capacities to
cope with the fast growing demand of cargo handling. If these obstacles
restricting the service quality of Shanghai port could be alleviated or
eliminated, it will be possible for Shanghai port to win the competitiveness
to be the International Shipping Centre of Asia.

The analysis of various data, which compares many dimensions of port
services of Shanghai with Busan port of South Korea, leads to the conclusion
that Shanghai port has better physical facilities but lower service quality
at present. In spite of the better hardware environment Shanghai port enjoys,
1t has yet to improve its software, 1.e., the service quality to provide better
port service and greater satisfaction to its customers.

This thesis tries to suggest some strategic implications to help Shanghai

port to develop as the International Shipping Centre as the Chinese government
intends i1t to be by the year 2020.
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el Adely F=7F JhEE A 1976 9 AR AAbe] HA
7120 o] A ZgetiA FEE & 4 drk. 1978 W=
Cosco 7} &7 @25 /MAAstHA ZAHA 2ol A7t Muts Ak, sl
A" o]y guld (SCT: Shanghai Container Terminal 1td.)<2 SPCCD ¢} HPSL ¢
50% @ 50% ©] A FAE 1993 AFYS Al Fbale] 1994 Wel A& o2 100 W
TBU & B33, 7 F vjd FHE2 F718ke], 2000 Woll= <E 3-3>3 o]
561 Wk TEU & F3ato] Addin] 33.1% Z7FebA Hdth. o2 3] As)ahe
AA 699 svtoz =] JA =Y 'Y

18 ) HEAR LA http://baike. baidu. com/view/127274. htm
o) e “Asiake]l 21 Al7] Hub-Port 2o bl sheAe] @A (Fojdjstu
eaobm At el T A g a}, AAreke]a=at, 2001, pp.19-20)
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<% 3-1> 197813-2008\d AFal 3l =52
o

Gl 3= (v E) F-AsE (Y E) "ol (7FTED)
1978 7955 1573 0.8
1979 8350 1718 1.3
1980 8483 1791 3.1
1981 8335 1759 4.9
1982 8796 1787 6.6
1983 9191 1984 8.0
1984 10066 2219 11.5
1985 11291 2872 20.2
1986 12604 3053 20.4
1987 12833 2681 22.4
1988 13320 2779 31.3
1989 14604 2587 35.4
1990 13959 2593 45.6
1991 14679 2983 57.7
1992 16297 3178 73.1
1993 17596 4252 93.5
1994 16581 3731 120.0
1995 16567 4087 152.7
1996 16402 4136 197.1
1997 16397 4713 252.7
1998 16388 4904 306.6
1999 18641 6280 421.6
2000 20440 7633 561.2
2001 22099 8653 634.1
2002 26384 10638 861.4
2003 31621 12968 1128.8
2004 37896 15836 1455.0
2005 44317 18492 1808.1
2006 57340 21280 2171.6
2007 56000 25500 2615.8
2008 58200 27400 2800.6

24 ARSI AR http://www. shanghaiport . gov.cn/
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Al or A 8- (Z15) Shanghai International Port(Group) ZH& A4S

Aoy, AAgk=, =7 ® dbMu|ze 4 ) FEox A5 . 1

T4 a2t ohsh 2t

@ -

Shanghai International Port(Group) 7335 #1345 (2F) LiFERES &ER)

Aoy -7

SPICT Shanghai Pudong International Container Terminals Co., Ltd
AT s AAE ) AR e AL b AR R AL A R A ] (Sh—30)
SPCWT Shanghai Port Container Waigaogqiao Terminal Co., Ltd
BEAFAFAE YR FREEA BB ERRAR SRR o A m] (O H)
SECT  Shanghai East Container Terminal Co., Ltd
el s H ol Ui S AL g AREEAE Y SR AT B A ] (AU )
SMCT  Shanghai Mingdong Container Terminal Co., Ltd
gl s EH ol U e e AL R AR A R A w] (ST
SHSICT Shanghai Shengdong International Container Terminal Co., Ltd
g s AR e o) AR FH S AL b AR [ R AT SR A PR A w] ()
SCT Shanghai Container Terminal Co.,Ltd
e Hl o] - ghaAb LRI KA I A ] (SCT)
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Aaflse @Al 9 ) ZEleld Ewuide 38 /) A, F 100 719 AH oY
A# < (Container Crane: C/C)= HA-skal Qar, AAde]= 9,50Im o] o] &t},
FE7 A GEHiL ool & 3 Jhel Ak, Tem, BAMGR#ER, 5,
i) Bud s Aol Sun(tais) = Adeoly dEErE=A 2,000TEU =
Ad7bAl )b Folm gkl (EEE), AN (BUCREHY) & SF==4
A giRE TERGE LK) HuldS of&stal vk, ey el o
FA(CF6m) o] EAR Aoz whdoel A oks Wkl 9T},

<3 3-2> FelF HHelHE MY Al )

il

=]
TE O e | an | wa | amae | e foc| O Y| ea
G/C FA]
G = A}
EHuold 7N A’ m m oj oj TEU
IR HEYT 1985 3 306 784 -12.5 7 22 21736
LB 1981 4 307 857 -10.5 7 20 20678 SCT
1L 1991 3 218 640 -10.5 5 14 15823
. SPIC
Sh ks 1 1993 3 500 900 -12.0 | 11 42 30000 T
VAN CiS 2000 5 1,660 1,565 -13.5 SPCW
24 80 97200
I, 2002 3 - 419 - T
2003 4 1,550 1,250 -14.2 | 12
S EtEIV 48 87464 | SECT
- 2 80 186 -8.5 2
o 2003 4 1,110 -12.8 | 12 54
S s v 1,630 98596 | SMCT
- 2 190 -4.0 2
PELL T 5 1,600 18 60 SHSI
2,400 -16.0 150,000
PELLTT 4 1400 16 CT
A - 38 — 9501 — 100 | 340 — —

Am LB B EE] http://www. por tshanghai . com. cn/
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2008 A A7l 20 o A Ele] 3Rt <3 3-1> % Lifg(Shanghai 2), ¥ (Hong
Kong 3), ¥III(Shenzhen 4), %3 (Ningbo 7), [JH(Guangzhou 8), 5 5(Qingdao
10), ifE(Gaoxiong 12), K#:(Tiangjin 14) 8 7f¢] vk F=4o] vto|t},
ol gt Lo T AR dEE= AA S A FUrENA =S

Wi = Aol

o

<¥E 3-7> 2008 A A20t) A olH3EE £

World Ranking Port Name Trande Region Total TEU Range
1 (D Singapore South East Asia 29,918,200 Jan-Dec
2 (2) Shanghai East Asia 27,980,000 Jan-Dec
3 (3) Hong Kong East Asia 24,248,000 Jan-Dec
4 (4) Shenzhen East Asia 21,413,888 Jan-Dec
5 (5) Busan North East Asia 13,425,000 Jan-Dec
6 (7) Dubai Mid-East 11,827,999 Jan-Dec
7 (11) Ningbo East Asia 11,226,000 Jan-Dec
8 (12) Guangzhou East Asia 11,001,300 Jan-Dec
9 (6) Rot terdam Northern Europe 10,800,000 Jan-Dec
10 (10) Qingdao East Asia 10,320,000 Jan-Dec
11 (11) Hamburg Northern Europe 9,700,00 Jan-Dec
12 (8) Kaohsiung East Asia 9,676,554 Jan-Dec
13 (14) Antwerp Northern Europe 8,663,736 Jan-Dec
14 (17) Tianjin East Asia 8,500,000 Jan-Dec
15 (16) Port Klang South East Asia 7,970,000 Jan-Dec
16 (13) Los Angeles North America West Coast 7,849,985 Jan-Dec
17 (15) Long Beach North America West Coast 6,487,816 Jan-Dec
18 (18) Tanjung Pelepas South East Asia 5,600,000 Jan-Dec
19 (20) Bremen/Bremerhaven Northern Europe 5,500,709 Jan-Dec
20 (21) Laem Chabang South East Asia 5,133,930 Oct-Sep

A& 1 Cl-online http://www.ci-online.co.uk/ 2008 A A AA E| o] a9
-30-



MBS TH A ey 2o R o Fxzlo]l wig- sk, 104
Nkl PR, R, WEUE, LUV, SN, SRV EURUE, ORI,
N, EIES v Eete] & 6471 N9 kS Bsta ot

S0 ke F 1,43070(2003)0)W, L FollA FH3S 150097, Hf
=7HEA )

o2 20079

Adl= 8,306.4%F DWT, XA+ A€k 2,975% (2007)°]

o
ol
o A

2008 Ag5E HW, 2008 T AA dW EF5HS 58.7Y

12

Hlsl] 11.5% <S7Fela, F93E B 19.29E°=2 7.5%, ZHoOY

X2 12,8357 TEUZ 12.2% Z=7}8tic). o)

T 2007 2003
9% 150 1 71 130 ] 7}
T =3 57.3 9% 219 E
Fost= 19.29% 7.59%
B 8306.4 7+ DWT(2975 =) 3,700 %+ DWT
A"y E5%F 12,835 2+ TEU 3,700 7 TEU

AR FEHFAN ALFAAEL 20089 AR

960 ¥t km” ©] = E WA} 12.8 91 (2001) 9] ATE T FHE PRI
e A7
© Aelsha A - e R f sk dLR A dole, ek, e, vk, P
T 5/MAGem FEEh W,

@ ekl e MR, RLeh MR, SRR, PEE, k5 6 o

5] ejrie A RSCRIB BIRAERT R 200848 hIRIigs T 4
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22.4 60 194.9 7 345.7 1 ) 4
31.3 53 220.6 6 403. 3 1 .9 2
35.4 51 235.6 6 446. 4 1 .4 2
45.6 43 242. 4 6 510.1 2 .4 2
87.7 36 269. 4 5 616. 2 2 .4 1
73.1 31 280. 4 5 797. 2 1 .0 2
93.5 27 326. 2 9 920. 4 1 .6 2
120.0 25 387.7 5 1105.0 1 .9 2
162.7 19 455. 9 5 1255.0 1 .0 2
197.1 18 484. 4 5 1346.0 1 .4 2
2562.7 11 539.7 5 1456. 7 1 .0 2
306. 6 10 594.5 5 1458.2 2 .0 1
421.6 7 650. 4 4 1621.1 1 .5 2
561. 2 6 754. 1 3 1810.0 1 .0 2
634. 1 5 790. 7 3 1790. 0 1 .0 2
945. 3 4 849. 3 3 1914. 4 1 .0 2
1128.0 3 1036. 8 5 2045 1 .0 2
1455.0 3 1143.0 5 2198.4 1 .0 2
1808. 0 3 1184.0 5 2388.0 3 .0
2171.0 2 1203.0 5 2323.0 2 .0
2615.0 2 1327.0 5 2260.0 2 .0
2800. 6 2 1342.5 5 2424. 8 3 .8
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